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Initial Information Delivery and Permission Marketing Process Flow 



Patient Prospect accesses system website seeking 
information about particular medical procedures 



Patient prospect enters query or information request 
to website^ - 1 



22 



Information about others who have undergone 
medical procedure is provided through searchable 
database as well as live interactive communicatio 2.3 



Patient Prospect controls information flow and 
whether or not to provide any personal information 
about hirn/herself. 2.4 




System attendant 
processes mformation 
between system, 
medical practitioner 
and patient prospect 

2.9 



System attendant 
responds promptly, 
providing additional 
information without 
obligation and 
obtaining 
volunteered 
information 



2.7 



System attendant, 
upon patient prospect 
request assists with 
selection of medical 
practitioner and 
scheduling of initial 



consultation 
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Fig. 4 

INITIAL CALL BY PATIENT PROSPECT TO MEDICAL PRACTITIONER 



Patient information and appointment date transmitted from medical 
practitioner's office to system representative ("Rep") 

4.1 

B i . 

Rep communicates patient prospect to thank him/her for their interest and to 
obtain patient medical, demographic and credit information using structured 
questioning protocol (See Fig. 18) 

4.2 



Rep inputs data into system 


r 

4.3 




Rep initiates order for marketing package to be sent to patient prospect 


4.4 




Rep sends information to lender for credit check 


4.5 




Kit assembled and shipped to patient prospect 


4.6 
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Kit contains the following: 



Intro letter from medical practitioner, including welcome card and 

medical practitioner bio and photo 

Map to medical practitioner's office 

"Is Cosmetic Medical procedure Right for Me?" brochure 

Video explaining the pre and post operative support provided by 

the system 

Summary sheet of services provided 

Consent form to submit financing information/application to 
lender 

Typical pre-post procedure photo 

4.7 



Fig. 5 



P RE-APPOINTMENT STAGE 



Rep initiates call to patient prospect to answer any questions and to confirm scheduled 




appointment 


5.1 
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Rep receives credit approval amount from lender 


5.2 




Rep inputs patient issues/concerns and credit amount into system 


5.3 




Rep prints out patient profile form 101 and transmits to medical practitioner at least 24 




hours prior to appointment 


5.4 
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Communication with the medical practitioner's office streamlined into documents produced 
by system: 



Patient profile form 101 -patient specific information that is to communicate 
information prior to and following key events (i.e. appointments, medical 
procedure) 

Patient summary 102-lists all of a medical practitioner's patients currently 
being managed by system and allows physician to review and update if any 
patient activity has occurred that system is not aware of 

Nursing notes 103 -information obtained from patients during discussions with 
system nurse(s) - includes patient's expressed concerns and questions and 
nurse comments 5 5 



Fig. 6 



DAY OF APPOINTMENT 



Rep generates patient profile form 101 and transmits to medical practitioner's office for 
medical practitioner/nurse use 


6.1 




Medical practitioner or nurse transmits patient update to patient profile form 101, 
categorizing the patient as "Medical procedure Scheduled, " "Undecided," "No," "Did not 
Show" 
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For patients that scheduled medical procedure, medical practitioner/nurse transmits medical 
practitioner's orders and medical practitioner's authorization for payment through lender 


6.3 




Rep inputs appointment information into system 
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For undecided, no, no shows, 1 of 4 kits is delivered to patient, including additional 
information 
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Fig. 7 

POST-APPOINTMENT STAGE FOR PATIENTS WHO SCHEDULE PROCEDURE 



Rep confirms patient's credit approval 
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Rep initiates order for preoperative care package to be sent to patient 


7.2 




Technician and pharmacist prepare pre-operative kit package and package shipped to 
patient 


7.3 
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Rep contacts patient to request credit form be signed and schedule time to discuss 
procedure, as well as video, kit, pager included in pre-operative kit 
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Rep receives signed credit form from patient and sends to lender 
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Pre-operative kit includes the following: 
Video 
Pager 

Select cosmeceuticals 

Medical practitioner's picture and welcome card (with Phone #'s) 
Prescriptions (if needed) 


7.6 



Fig. 8 

EDUCATION FOR PATIENTS WHO SCHEDULE PROCEDURE 



Rep verifies delivery of pre-operative kit by contacting patient and initiates previous 
scheduled call to patient to discuss appointment, procedure, and package (pager, video and 

kit) 8.1 

Rep transmits patient profile form 101 which includes confirmation of shipment and notes 

from conversation to medical practitioner 8.2 



Fig. 9 

POST-APPOINTMENT STAGE FOR UNDECIDED 
AND NO-SHOW PATIENT PROSPECTS 



Rep initiates call to patient prospect to assess issues, resolve concerns 


9.1 




Based on conversations, Rep re-categorizes patient prospect as "undecided," "no-show," 
"no," or "chose another medical practitioner" 


9.2 




Rep initiates order for information to be sent to patient prospect depending on their 
category and information package is shipped to patient prospect 


9.3 




| Rep inputs data and date of next call to patient prospect into system 


9.4 




Rep transmits patient summary 102 to medical practitioner 


9.5 1 



Fig. 10 



POST-APPOINTMENT STAGE FOR PATIENTS 
THAT CANCEL SCHEDULED PROCEDURE 



Rep initiates call to patient prospect to assess issues, resolve concerns 


10.1 




Rep calls medical practitioner to explain patient's decision and to request the next steps to 
follow up and resolve issues 


10.2 




Rep initiates order for information package to be sent to consumer and information package 
shipped to patient prospect 


10.3 




Rep inputs data and date of next call to patient prospect into system 


10.4 



Fig. 11 



10 WEEKS THROUGH 3 WEEKS PRIOR TO PROCEDURE 



Rep initiates call each week to patient to answer any questions 


11.1 




r 


Rep inputs patient issues/concerns into system 




11.2 
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Rep prints out patient summary 102 and transmits on as needed basis to 
practitioner and receives updates from medical practitioner on an as needed basis 


medical 

11.3 




Medical practitioner-provided information inputted into system 


11.4 




Patient receives informational mailings and newsletters on an on-going basis 
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Fig. 12 



2 WEEKS PRE-PROCEDURE 



Nurse calls medical practitioner's office to confirm procedure date 1 2. 1 



Nurse initiates call at 2 weeks prior to procedure for introduction and to remind patient not 
to take certain medications; patient questions also answered at this time 


12.2 
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Nurse inputs patient issues/concerns into system 


12.3 




r 


Nurse prints out nursing notes 103 and transmits on as needed basis to medical practitioner 
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Fig. 13 



DAY BEFORE PROCEDURE 



Nurse calls medical practitioner's office to re-confirm procedure date 


13.1 
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Nurse initiates call to patient to answer any last minute questions 


13.2 


V 


Nurse inputs patient issues/concerns into system 




13.3 



Nurse prints out nursing notes and transmits on as needed basis to medical practitioner 1 3.4 



Fig. 14 



DAY OF PROCEDURE 



Rep initiates call to confirm procedure and to request procedure notes, medical practitioner 
orders and prescriptions 14 1 

I 

Rep assures everything is received and forwards procedure notes and medical practitioner 
orders to nurses 14 2 

i ~ 

Rep inputs update into system 14.3 



Rep generates order form for prescriptions 14.4 



Pharmacist and technicians process prescriptions, prepare post-operative kit and kit shipped 

to patient 14.5 



Fig. 15 



DAY 1 - POST PROCEDURE 



Nurse confirms that post-operative kit has been received by patient 


15.1 




Nurse calls patient 2 times a day 


15.2 




Nurse answers questions, provides patient support availability 24x7 


15.3 




Nurse inputs patient issues/concerns into system 


15.4 




Nurse generates nursing notes 103 and faxes on an as needed basis to medical practitioner 


15.5 1 




Patient goes for a check up if required day 1 post-procedure 


15.6 




Medical practitioner/nurse transmits revised medical practitioner's orders if needed 


15.7 




Nurse updates system 


15.8 




Nurse available via pager 24 hours/day, 7 days/week 


15.9 



Fig. 1 6 



PRIOR TO. AND DAY OF FIRST POST-PROCEDURE VISIT 



Nurse confirms patient post-procedure visit schedule 


16.1 
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Nurse calls patient to explain content of post-operative kit and to confirm appointment for 




follow up visit to medical practitioner 




16.2 
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Nurse inputs patient issues/concerns into system 


16.3 
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Nurse prints out nursing notes 103 and transmits on an as needed basis to medical 




practitioner 
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Patient goes for a check up at day 3 post-procedure 


16.5 




Medical practitioner/nurse transmit revised medical practitioner's orders if needed 


16.6 
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Nurse inputs medical practitioner's orders into system 16.7 



Nurse available via pager 24 hours/day, 7 days/week 
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Fig. 17 



DAYS 4-7 POST-PROCEDURE 



Nurse calls patient 2 times a day to answer questions, reinforce 24 x 7 support 


17.1 
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Nurse inputs patient issues/concerns into system 




17.2 



Nurse prints out nursing notes 103 and faxes on an as needed basis to medical practitioner 17.3 



Patient goes for a check-up if required 


17.4 
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Medical practitioner/nurse faxes revised medical practitioner's orders if needed 17.5 
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Nurse updates database and authorizes shipment of flowers or candy to patient, sets up 


hair/makeover appointment 


17.6 
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Flowers or candy shipped to patient 


17.7 
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Nurse support available via pager 24 hours/day, 7 days/week 1 7. 8 



Fig. 18 

WEEKS 1-12 POST PROCEDURE 
Nurse follow-up to answer any questions 



Rep transitioned back in to replace nurse support by week 4 



Rep calls patient each week from week 5-12 
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Rep and/or nurse inputs patient issues/concerns into system 


18.4 


i ^ r 


Rep/nurse prints out patient notes and faxes on as needed basis to medical practitioner 


18.5 



Patient receives informational mailings and newsletters on an on-going basis 


18.6 
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Patient summary 102 generated each week 


18.7 
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Patient profile form 101 and patient summary 102 generated for medical practitioner at 




week 12 


18.8 



Fig. 20 



MARKETING PROCESS FLOW 



System provides 
information regarding 
medical procedures 

2100 



Healthcare organization 
provides information 
received from system to its 
customer base in telephone 
recordings, mailings or by 
other means 

2110 



Insurance company provides 
information received from 
system to its customer base 

in telephone recordings, 
mailings or by other means 

2120 



Customer and system 
established direct contact 
and further information 
provided by system per 
preferred method 
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Customer not provided 




further information 


> a 


directly from system 


No 
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